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ABSTRAK 
 
 
Perusahaan selalu menjalani aktivitas bisnisnya untuk dapat memberikan 
nilai terbaik bagi perusahaan dalam rangka pertumbuhan dan keselamatan. 
Konsumen sangat penting bagi kesuksesan sebuah perusahaan. Setiap perusahaan 
berusaha menyusun strategi untuk menarik konsumen sehingga mereka menjadi 
pelanggan yang puas. 
Tujuan dalam penelitian ini adalah (1) Menganalisis perbedaan antara 
kualitas pelayanan yang dirasakan pelanggan dengan kualitas pelayanan yang 
diharapkan pelanggan jasa penginapan, (2) Menganalisis pengaruh dimensi 
service quality yang meliputi reliability, responsiveness, confidence, emphaty dan 
tangibles terhadap kepuasan pelanggan jasa penginapan, (3) Menganalisis dimensi 
service quality yang paling dominan berpengaruh terhadap kepuasan pelanggan 
pengguna jasa penginapan Hotel Lor In Solo. 
Lokasi penelitian yang digunakan adalah Hotel Lor In Solo. Populasi dari 
penelitian ini adalah semua konsumen jasa penginapan di Hotel Lor In selama 
Tahun 2010 yaitu sebanyak 40.974 atau rata-rata perbulan sebanyak 3414 orang 
pelanggan. Adapun sampel dalam penelitian ini diambil sebanyak 100 orang 
pelanggan dan teknik pengambilan sampel yang digunakan adalah accidental 
sampling. Data dikumpulkan dengan menggunakan kuesioner mengenai kualitas 
pelayanan dan kepuasan pelanggan. Data dianalisis dengan menggunakan teknik 
regresi linier berganda dan uji beda dua rata-rata. 
Hasil analisis menunjukkan bahwa : (1) Terdapat perbedaan yang 
signifikan antara rata-rata kualitas pelayanan yang diharapkan dengan rata-rata 
kualitas pelayanan yang dirasakan pelanggan Hotel Lor In Sol, (2) Variabel 
tangible mempunyai signifikansi sebesar 0,002 < 0,05 artinya tangible 
berpengaruh terhadap kepuasan pelanggan, (3) Variabel reliability mempunyai 
signifikansi sebesar 0,002 < 0,05 artinya reliability berpengaruh terhadap 
kepuasan pelanggan, (4) Variabel responsiveness mempunyai signifikansi sebesar 
0,001 < 0,05 artinya responsiveness berpengaruh terhadap kepuasan pelanggan, 
(5) Variabel confidence mempunyai signifikansi sebesar 0,030 < 0,05 artinya 
confidence berpengaruh terhadap kepuasan pelanggan, (6) variabel emphaty 
mempunyai signifikansi sebesar 0,007 < 0,05 artinya emphaty berpengaruh 
terhadap kepuasan pelanggan. 
 
Kata kunci : kualitas pelayanan, kepuasan pelanggan, dan jasa 
 
 
 
 
 
 
 
 
 
 ix 
ABSTRACT 
 
 
Companies always theirs business activities in order to provide the best 
value for the growth and safety of the company. In addition, consumers are also 
very important to the success of a service sector company. Each company have to 
develop some strategies to attract consumers attention for becoming for a satisfied 
customer.  
The purpose of this research are (1) to analyze the differences between the 
perceived quality of customer service with the expected quality of customer 
service based on inn services, (2) to analyze the influences of service quality 
dimensions including reliability, responsiveness, confidence, and tangible 
emphaty to customer satisfaction inn services, (3) to analyze the dimensions of 
service quality of the most dominant influence on customer satisfaction of service 
users at Hotel Lor in Solo.  
The location of the research is Hotel Lor In Solo. The population of this 
research is that all consumers at Hotel Lor In during the year 2010 as many as 
40,974 or an average of as many as 3414 people per month customer. The samples 
in this study were taken as many as 100 people subscribers and sampling 
technique used was accidental sampling. Data collected by a questionnaire about 
the quality of service and customer satisfaction. Data were analyzed using 
multiple regression techniques and mean analyzed gap. 
The results showed that: (1) There is a difference and significant between 
the average quality of service expected by the average customer perceived service 
quality Hotel Lor In Sol, (2) Tangible variables have an influence on customer 
satisfaction significant at 0,002 < 0,05 , (3) reliability variables have an influence 
to customer satisfaction significant at 0,002 < 0,05, (4) Variable responsiveness 
have an influence on customer satisfaction significant at 0,001 < 0,05, (5) 
Variable confidence have an influence on customer satisfaction significant at 
0,030 < 0,05, (6) emphaty variables have an influence on customer satisfaction 
significant at 0,007 < 0,05. 
 
 
Keywords: service quality, customer satisfaction  
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